• What Does it all mean (Assessment and Beyond)? • http://www.theconferencecircuit.com/wpcontent/uploads/Provosts-Report-on-Academic-Libraries2.pdf
• Brad Eden Talked about this at Charleston
Where is the Hospitality in Your Library? Corey Seeman -Michigan Library Association -2012 2011 in the closing Plenary Session
The Big Question: Future of Academic Libraries
• Some Highlights (or lowlights) from the report report • "Writing Our Own Obituary" -by 2015:
Patrons go elsewhere for informatioñ No need for traditional librarians Library will need to be a space for more 
Approaches
• The "Lonely Reference Librarian" From ACRL Stats 1998 vs 2008 From ACRL Stats 1998 vs. 2008 Circulation Down between 12-34% Reference Requests Down between 13-71%
• Changing from "just-in-case" to "just-inWhere is the Hospitality in Your Library? Corey Seeman -Michigan Library Association -2012 g g j j time" purchasing/collection development. • We need to be understanding of users in their point of need.
• Is this a teachable moment?
Self-Service -Independent Users • Hospitality is making your guests feel at home, even though you wish they were.
~ Unknown
Share with God's people who are in need
Where is the Hospitality in Your Library? Corey Seeman -Michigan Library Association -2012
• Share with God's people who are in need. Practice hospitality.
~Romans 12:13
General Thoughts on Hospitality
• Not very well found in the Library Literature.
• While librarians are often highly service oriented this has a different and almost oriented, this has a different and almost pandering connotation.
• Librarians are amazing at providing service.
• In many academic settings, the libraries are the element that people are most fond of in
Where is the Hospitality in Your Library? Corey Seeman -Michigan Library Association -2012 reviews and surveys.
• You really feel that they care about YOU!
What is Hospitality at Disney?
• Disney Model They are bending over backwards for They are bending over backwards for people who have already "purchased" a vacation or experience. Working for repeat business and our ability to spread the word to others.
Where is the Hospitality in Your Library? Corey Seeman -Michigan Library Association -2012 What is Hospitality at Nordstrom?
• Employee Handbook is one card.
• "Our number one goal is to provide outstanding g p g customer service." • Hall of Fame Hospitality Desk.
• Over Hall of Fame Weekend, the "Hospitality Desk" manages all events. • Used to be called Information Desk.
• Name was changed to the Hospitality Desk and
Crew instill a culture of taking care of people.
• Not just guests, but also co-workers. • We assign librarians to each group to make it easier for the teams.
• Core class for MBA students in their first term. term. • Assignment to look at one industry and two companies.
• While we provide research tools -we are quick to encourage people to come in for
Where is the Hospitality in Your Library? Corey Seeman -Michigan Library Association -2012 specialized assistance.
• "Walk you down the aisle" vs. pointing.
Needs Supplies?
• Similar to many hotels that provide toothbrushes, etc. to travels who forget toothbrushes, etc. to travels who forget items.
• We provide office supplies (name tents, envelopes, paper (for case interviews), pens, earplugs).
• We used to charge (cost recovery) -but it was more work to track the money Supporting Recruiting at Ross Power cord for a recruiter's Blackberry
The %^&%*^&% Fax Machine
• We traditionally had a fax machine (or two) at Kresge Library for students to use. • When it no longer worked, it was not be replaced -but the need existed.
• We ended up doing the faxes
Where is the Hospitality in Your Library? Corey Seeman -Michigan Library Association -2012 -but we "blinked" and bought a new machine -to be installed this week.
What did not work?
• Some things were tried and discontinued • Maybe they were not popular or too • Maybe they were not popular…or too popular to support.
• Being entrepreneurial means trying things out and seeing what is received well by the school.
What did not work? Late Night Copying
• We had faculty who wanted a service that would be available into the evening for last would be available into the evening for last minute copies -typically for class.
• Since we were open the latest of any unit, we took this on.
• Established guidelines that we could
Where is the Hospitality in Your Library? Corey Seeman -Michigan Library Association -2012 support, but we misread the market • Almost no request came in. Still "on the books"
What did not work? Coat Check
• Students were hesitant to take jackets and book bags to the Interview waiting area. book bags to the Interview waiting area.
• They left them in the library while they went on their interview and we noticed an increase in thefts • We created a coat check at the Circ Desk.
• It became too big a distraction and we ended up cancelling the program.
What does Hospitality Mean at Kresge?
• It means serving the students, faculty and other staff the best we can. other staff the best we can. 
